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PREFACE

SN ’ ’ .o »

- "

. This preface will explain the role of three national organizations in the development of

* " this handbook arfd the accompanying film.1 These organizations are: The National Paralegal
* Institute, the California Rural Lega! Assnstance Office of the National Senior Citizens Law
Center, and the Admmlstratlon on Aging of the Department of Hea|th Educafion and®

¢ Welfare

> -
. i

K , * THE NATIONAL PARALEGAL INSTITUTE

The Natlonal Paralegal\lnstltute (NPI)? was funded by the Offlce of Econom}c Oppor- *

. tunity in 1972*to provide coordination; leadership, and resources to tﬂe pargle%ilwﬂm’ovement
The: Iffstitute has been focfising on developing training materials and curricul aswell as
developing new models fof delivery.of legal services u |Itz|ngparalegars NP1 became interest-

ed in the prssibility of dider people being trained paralegals and sought the assistance of

the CRLA Oqfflce of t atnonal Senior Cntlzens Law Center in developing relevant matenals

X

~

’ THE CRLA OFFICE OF THE NATIONAL SENICR CITIZENS LAW CENTER

]

" The Cd|lf0l’md Rura: Legal Assistance Office™ (formerly known as the Senior Cltnzens‘>
Project of CRLA) has haa four years of experience in the use of senior citizens as paralegals
and in the development of expertise in the substantive law areas of hcalth and ifcome main-
tenanice. The office has tramed and hired its own paradlegals and has developed training and
. rekerence migterials and conducted training pvograms for paralegals in legal services and in
. social agencies throughout California. .

. |

4 . ] °

LTI T T T
> »
, 1 Faor intormation on obtamng the 1im " The Santd Cruz Story, e attached ord 1 form at the end of this handbook
-~ 2 The Natonal Paraie qal In e, 2000 P S, NW W)Jnnqmn DC 20036 R
3 CRLA-Offiee of the Natonal Sentor Citizens Law Conter, 942 Marker St, Suite 606, S F, Canf 94102 "

ERIC : -
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~ In 1972 the Office of Economic Opportunity funded the National Senior Citizens Law
Center to serve as a central national resource for legal probléms of the elderly poor. The

- CRLA Office is now funded through that center, and thqus has’sP¥ted its efforts to develop-

ing. training materials which would have national significance. Therefore the Otfice welcomed
the opportunity to collaborate with the fNational Paralegal Institute. ’

The decision was_made to develop multi-media packets oy such
and advocacy techniques; how to*Tepresent a client at

information on substantive areas of the law, such as Medicare and the new federalized'adult

categorical aids. The topic chosen for highest priority was: how to set up a model office -

utilizing senior citizens as paralegals. Based on its experience in providing training and

consultation to paralegal programs, the CRLA office selected as the model office the Senior ~ ~

Citizens Legal Services (SCLS) of the Santa Cruz Legal Aid Society. . . .
The next step was the securing of funding for the packets, partigularly for the deveio’p-

ment of approgriate films. - . . - . i

. ADMINISTRATION‘ON AGING N :
'fhe National Paralegal Institute in conjunction with the CRLA Office applied for-and

receiveck a grant from the Administration on Aging' to develop the multi-media packets.
The Administration- on-Aging (AOA) of the Départment of Health, Education and

Welfare is the federal agency primarily responsible for" planning, coordinating, and advocat-

7ing on behalf of America’s gddétly. The.AOA is committed to generatihg national resources

.

]

in oruer to create new and. better ways ta serve the elderly. It is alsq concerned with.
developing new career opportunities for persons interested j°n serving the elderly and for
the elderly themselves. All of these efforts are directed toward improving the general
quality of life of today's eldefly and helping to create the type of society that better.
understands the aging process and treats its senior citizens with digrity and respect.

o~

- ~ .

f

Y o -

N . . R |
topics 3s: interviewing
an administrative hearing; apd- " .

,




THE SANTA CRUZ STORY AND THE NATIONAL PERSPECTIVE
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This is a stery about onie community’s efforts to provide qu%i;y legal services to the elder-
ly poor Through the use of senior citizens as legal assistants. Although the service is uniquely
designed 4o fill the particular needs of the Santa Cruz community, it has applicability as a .
. modelel ewhere. We will begin by discussing three issues wpich are basic 1o an understanding™> ¢
of the national relevance of the Santa Cruz model. These issues aré:-1) the need to provide ™\
moderately priced legal services through the,use of paralegals; 2) the need to provide new
< career /opportunities to older people; and 3) the need tq, develop legal services sp'e‘cifi%ally
geared to the problems of the elderly poor. . R N -~ e
THKe audiénce we hope to reach is varied: attorneys in.legal service offices and-tn the

- - -private bar, staff of senior centers and other social service agencies, communiity planning
iterested in developing a similar program for their own
. . : !

bodies, and commuy niﬂtyﬁroup‘sl in
community. o

+ - PARALEGALS AND THE HIGH COST OF LEGAL SERVICES

The phenomenon of paralegals' has arisen out of the need for reasonably priced services, .
. thus paralléling paraprofessional movements in other high-priced proféssions stich as
medicine. The middle-class and working-class can scarcely afford the fees, anf often don't
~ * seek legal advice until the problem is unsolvable at-any price. The very poor do have access
in some communities to free legal sefvices provided gnder the Office of Economic Oppor:~
- tunity program, but, again, the demand far exceeds the supply. Thus, in both the private™
- and pubtit sectors, there have been presgures ‘generated for adéquaté; ‘reasonabty priced’
legal services for all segments of the community. | o :
The response of lawyers fas:been mixed. At one end of the spectrum are those’ who \

" jealously. guard therr profession’s turf-by maintaining that everything a lawyer does requires
“lawyering skill” and can only be done by ‘a lawyer. At the other end are those who
¢ + think- that many tasks do not require a lawyer, and, as a~matter of fact, can be better *
. accomplished at a much lower cost by a non-lawyer. Y b s
The result has been experimentation with several models, som¢é of which are: the legal
. secretarys who has clearly defined tasks, but assumes no responsibility for direct sgrvice to

chents; the legal assistant, who has direct contact with the ctient, but who functions under

the close supervision of an attorney, the advocate who works independently of attorhey
¢ _ !

BN

] h . LR -

- g
1 Por'a shorough discussion of the paralegal movement, slease see “Expansion of the Lawyeriitg Prdcess Through a New
3 f !

Detivery System The Emergence and State of Legal Paraprofessionalism,” by Lester Brickman, Coltimbia Law Review, .
Vol It fio 7, November, 1971
" ', 2 New (@ Jaw o II,. Robept’ B Yeqye anel Eh Jarmel, Eds , Amencan Bar Assocration Special Committee on
. Leqgal /\w.t;mu, 1972, R 4 e
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supervision, perha ,in 2 socral—agency The second model of Iegal assustant is tl;)e one
which fits most closely the Santa Cruz expernenoe- [t is basically a copservatiye modFl‘

~ providing for a high degree Of dccountability, while allowing for delegation of many “time-
gonsuming tasks to the paralegal Thus |t -seemed like a partlcularly good chouce for

¢ + 14

. 7 publicizing. . ; . . .. v NS
» . {

St . NEW CAREERS SENIOR CITlZENS AS PARALEGALS ° -

In today $ competntnve job market, t.he older ﬁ'orker .shares wuth other minorities a
RN ,eyefely -disadvantaged pos|t|0n. Layoffs, "increased. technology and” mechanization, pro- ;
Ion‘ged periods of national unemployment, discrinhinatory hiring’and job training- practices,
“angd progressively lower compulsory age limits for retirement combine to drastrcally restgict
opportunities for older peoplg to secure full,or part-time employment Nevertheless, employ-
ment remains the primary source. of income for persans 45 to 65 and often a necessary
source ttfsupplement inadequate- retirement incomes for those 65 and over. -«
-Under current tabor force trends, 1 out of eyery 6 men bctween 55 and 64 will no IOnger
be n the. work force by the time they reach 64,,and this ratio ig rapldly worsemng Con-
~a o sequently, a large reservoir of untapped and unused talent is bulldfngcomposed')of persons .
" 45 65and persons over 65.2 Y . . ,/
. Iromcally, as’ the American economy .rapldly shifts from -a goods producing to a service
oriented syster, there exists a growing manpower shortage.. The manpower shortage in the
human services 1s estimated at 30%, with the highest shortages for professional personnel
The paraprofessional imovement withia the health, social service and legal fields is beglnnnng
to respond to this demand for personnel within the human services.. Unfortunately, no
{ vehicle exists that effectively links the unused talentydf older workers to this unmet demand
or to new.careers as paraprofessionals within the human services.

The Santa Cruz experiment shows how the older worker can be linked to the human
services industry. B)D using older persons as legal paraprofesslonals the Santa Cruz story L
demonstrates how accumulated life skills and experience provnde the older worker wnth the °
essential ingredients*for effectively contributing to the provision of quality legal serviges.
The experience has also supported .numerous findings on older worlkers that show their
high levels of reliability, productivity and their ability to learn new and demanding, skllls 3
For legal services offices, typically plagued by high turnover rates, thesg qualltles of tl\e
older worker can provide the needed stability and contlnulty The private bar can obviously
profit from those same positive characteristics ofg.the older worker. In additicn, a pool of
pmt time workers midly be very attractive, especially for the small legal offlce 4 ,

. N l

- .

{

r

.
fl—\'r‘ ’ L. _e'..._ PRI S M -

1 Foar g compiste inting of all tunctions accgmphished by praralegals, see What Tai¢ Paralegals Done ™ 4 D lluuml ol

Furd tean iy Witham Statsky, National Parategal Institute, 1973 -

2 bmgloyoront et of Bred cononticos of lane G Government Punting Office, Waslnngton 0 C, 1969.

§ B b aronnd wul ey Dmploymentt Dotument r;nuun d for the 1971 White House Conference on Aging, US ¢ .
. Gavernmest Printing Offue, Washington, BC, 191 N
vood e it ot brgad bantanns by Taw Do the United Stat Piberating Jlu Iar@ur ‘_Amvncan Bar Assgciation

Specral Commuttes b Legat Assistants, 1971
4
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.~ LEGAL SERVICES TO THE ELDERLY POOR -

S e N

-
-
’

. ° * . " 7
. The elderly poor hate not tecejved their fair share of services from the legal service offices *
funded by the Office ‘of Economic Opportunity.! Although 20% of the poor are elderly,
. they represerit only 6% of thé legal sbrvice offices’ clier.;tele. This statistic is bad epough, but
there 1s every indication that the situation will get worse. The age group over 65 has the
_ distinction of ‘being the fastest'growing popylation group — 20% versi s 12% for the general
_ populace. In addition, it is the only age group to show _a.ri§e in the proportion of its
=+ members belpw'the%overty level. ) | ¢

“ e So why have legal serv'jces.offices not served this age group? Lggal services attorreys
- are already overbugdened with more requests than they can handle, .and have tended to
- respond to the more vocal groups.— the young and the ethnic minorities. The life style of

. young dttorneys’in legal service offices differs markedly from that of the elderly, which
. tmght keep some of the older Weneration away, In addition, the older, person needs to have
,- ¢nore time to telf hisStory, apgi the tight scheduling, as well as the strict task-orientation of
.. attorneys,. would preclude that opportunity. Thus even those w@ho try to enter the legal
'_...:"‘f Jeryice system mught be turned off."The old lack mobility, and are unaggressive in style, and
the needed special efforts, such as home»\'/isiting“w'oyld be expensive for a legal servig_e

office. ! s

This is why the Santa Cruz model is so attractive. By using senior citizens a$legal assist- °
. ants, the generation gap is automatically closed. in addition, there isa built~ing,querstanding
of the problems «f :ne eldgrly. Equally, important, because of lower costs, the legal assistant
can-mdake home wisits and perform the kind of outreach services which would be prohibitive

if performed by an attorney, - ' 4
. v - ' ‘
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" SENIOR CITIZENS LEGAL. SERVICES: -

. THE PEOPLE WHO RUN IT

"

° -
- o - » v

-

LI ’ In these pages you will meet the people who were most intimately
* mvolved in, the effort to set up a program unlquely desugned to meet .
the needs of the Iow income elderly We want to give you a ghmpse of

the" process they went ‘through in setting up that service and to provide

- . . you Wlth useful information based on their experiences in running it.
The Semor Citizens Legal Serwces is-a paraprofesslonal unit of the\
Legal A|d Socnety of«\Santa Cruz County. It Mas a separate office and \\
N * maintains ‘\ separate identity. The office is staffed by two’legal assist- .

ants,- Ezetta Dawson and Jack Keefauver and one office assistant, 3

. Connie Keefauver. Other staff include a part-tlme attorney, Richard

R —WicAdams, Trorm the Legal Aid Socigty, andipart time student volunteers,

Jeff Krumm and Valerie Menager. ’

©
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CONNIE KEEFAUVER |

Office A'ssistant

-

The %office assistant plays a key role by setting the toné of warmth
and comfort for the elderly in their first contact with the office.

- "r
-

N ~ Duties ~ :

screens calls or drop-ins to determine if client is efigible for-services
and if the problem can be handled by the office; also decides if
the client needs an emergency appointment; BN
refers those persons who are .not eligible or whose problem is
outside the competence of the office;

. “

sots apjointments for -the initial client interview wi‘h the ledal

assistant who has the first time available;

greets clients on their arrival, secures minimal data, and introduces
client to the legal assistant; ’

sets up chient file and card index;

]
monitors the tickler system;

]

keeps the office statistics; |

performs general secr‘elanal duties.

»
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KEEFAUVER = - *--

. : Legal Assistants

1] * -

. The legal assistant provides the linkage with the client community by

/ the ability to establish rapport and to understand and advocate for the
needs of the elderly

&

..~ .. Duties N

1. cdndui:ts Al first in’terviews with clients, either in the ‘office or’in
their home or institution; . ' L

7. conducts.subsequent interviews with clients, when appropriate;

3. nvestigates all pertinent facts and secures essential documentation;
4. prepares the case for attorney review, together with recommen-

. . dations for possible case action;

-
-

gt i

5. discusses the case wnth the ajtorney wnth a* ;omt’d’mslon on
appropriate”case “action;’

: 6. implements the case action, such as advice-giving, informal* ad-

vocacy (negotiation), formal advocacy (representation at an

acministrative hearing); »

l'
1

7. educates client groups on their rights and on how to utilize legal ‘ -
services; -
|
8. serves as commurity [1aison;
I3 ., . . < N ”‘-
o 9. prod(les \nformation on services of the office through skilled use
of the mecha.

"
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. RICHARD McADAMS

- _Attorney .

L] . . .

The attorney appreciates the special apllmes and perspectwe yvhlch
older persons bring to legal assisting. His primary role of supérvisor -
springs from the legal responsublllty which he carries for case action.
The basic tool which he uses in carrying out this responsublllty is
called “‘attorney review.” The components involved in this process
are as‘follows- '

reviews the file after the first mtervuew and on a penoduc basis
thereafter;

develops, together with the legal assistant, a plan for action, which
could include advice-giving, informal advocacy, or formal advocacy;

3.  monitorg the_cases to make sure planned action is executed
. promptly; .
4. decides which cases can be handled td a conclusion by the legal -
assistant and which need his direct intervention.
Other 'duties include: . )
1. . edu‘catlon of the legaf assistant on legal principles through case
discussion |n the attorney review process;
- 2. education of the total staff through seminars and through bringing
in outside experts;
- 3.  education of community groups about legal issues;
. - . 4. . education of the gé’neral'pubiic through skilled use of the media;
. 5,. litigation; .
. 6. legislative advocacy. '
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"JEFF KRUMM and VALERTE MENAGER

oz

College Student Volunteers ~ -

1

The student volunteer appreclates the opportumty to work with the
Iegal assistant and to learn about the spegial perspectwe of the senjor

‘citizen, as well as about legal problems of the-elderly poor. The student.

provides behind-the-scenes support to the legal assistant through a
' variety of actions, some of which are: .

n - 1'

23

(S ISR N

o

help in research; for example, doing library research on an im-
porgant legal issue; . -

help in investigation; for example, photographing evidence;
design and distribytion of educational miaterials;

transporting clients-and legal ‘assistants; . "

_-running errands. -







" dttempts had been made to reach that population, but with no success.

. who were elderly, Mr. McAdams became convinced that the idea of a separate legal service

’ SENlOR CITlZENS LEGAL SERVICES: .
HOW IT GOT STARTED

- o "
-

- o Developing the Idea_ *

Richard McAdams, an attorney_at Santa Cruz Legal Aid Soclety, knew that the Legal
Aid Office was not reachlng the elderly- poor, Less than 5% of their client population was
elderly, in spa@ of the -fact that over 40% of the poor in Sanhta Cruz were elderly. Various

JFrom discussions with groups of senior citizens, as well as with soime of his own clients

office specializing in the legal problems of the elderly and staffed by senior citizen para-
legals would work.

Committed to the idea, Mr. McAdams brought together a core group of dedlcated senlor
citizen and student volunteers who-had expressed strong interest in this approach From
that rhonfent on, the greup acted-in concert, developing the data and makmg the kind of
decisions that &ould result in an effective Iegal servnce office for senior citizens.
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Although the group had some basic demograpbic information about the senior citizen
population, additional data was required to determine the size of the potential client popu-
lation, the size of the caseload such a‘population might generate, and which of the elderly’s *
“Jegal needs” were being met in other ways by exjsting social service agéncies. - )

This investigation took two basic forms: (1) collecting and analyzing sexisting data,
directories, studies and ‘reports pertinent to the senior citizen population; and (2} inter-
viewing community leaders and agency personnel about the' problems of and services for

.. ' Getting the Information

-

senior citizens. The types of agencies,and organizations contacted were: )
- U.S. Census Bureau ’ Chamber of Comrerce .
Senior citizen organizations Park and Recreation Department
. . and centers . Community self-help groups
Social-Security office Ministerial associations
Local heglth, welfare'and County Medical Society. - -._
<t planning departments Members of the private bar ™. o
> Camndunity Action Agency .  Colleges and Universities’
< ——_ United Way or United Fund Newspapers, TV and radio stations <

As a result.of thisfi.rlvestigation, the group estimated a ¢lient population of belween 12
to 15 thousand low-income elderly. The group also discovered that legal prohjlems of the''
_elderly- were commonly acknéwledged in the community but that there was no agency to
effectively deal with them. Some form of legal services for the elderly, poor was necessary
but the need for such services seemed to far outweigh the'group’s ability to meet the™
anticipated demand. ‘ . . :

The process of surveying the community to gather information generated other bene-
fits. It helped the groub: N

° — to further develop the idea;

-
- »

— to gain community interest and support for the idea;
- to develop pdrsonal contacts with the.public media;
- to cjevelop the basis for mutual referral systems.

e . t







Gefting the Money

s . c :
Adeguate funding, either in money or in-kind contributions, is critical for the success -
ful implementation of any idea. This group showed creativity in tapping a variety-of sources, -
as follows: g

~ From the Legal Aid Society: 1 parttime supervising éttorney, 1 part-time legal
. secretary, consumable.supplies; ’

o ¢ - . . L
.From the Community Action Board: 1 full-time paid staff person and some sup-
plies, such as desk, file cabinet, chairs-

* From the University-of California at Santa Cruz: student volunteers, telephone,
office equipmént and legal research materials; . ,

From the California Rural Legal Assistance Office of the National Senior Citizens
Law Center: training, consultation, back-up litigation assistance.

In assessthg these resources, the group decided that the only way that this rieeded
service_could be started was through the use of volunteers. Two senior citizens and three
students from the group offered to volunteer -their time. .

" THe group was also made aware that such a resource. base was inadequate to insure
. high quality legal services to the elderly pooi* on a continuing basis. They were convinced,
however, that if the service could be started it would demonstrate the validity of the ap-
proach and serve as the basis for a more permanent funding arrangementt. The Senior Cit-
1zens Legal Serviges operating budget for the first year of operation appears on the facing
page. . - ¢ ; )

For the past six months the SCLS office has been seeking a more permanent source of
funding. With the assistance of the CRLA office of the National Senior Citizens Law Center’
proposals have been submitted to the California State Commissior on Aging, for a Title Il
grant and to HEW'’s Social and Rehabilitation Services Administration on Aging for a Title
IV grant. Since the potential for federal funding.is extremely uncertain, the staff has also
interested an official from the Administration of the University of California at Santa Cruz
farmiliar with foundation sources to assist them in securing private funding for the program.

In addition, the office has submitted a proposal to the Santa Cruz Board of Supervisors *
for operating funds from revenue sharing. ’

Despite the creativity and persistence of the SCLS office in seeking a more permanent
funding arrangement, no permanent source of funding has been secured at this time. (Refer -
10 pages 28 and 29 for a discussion of potential funding sources.) /

. /
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< +UNDING SOIURCES
A large number of public end privat.  -rces exist that provide funding for programs. The problem
15 to determine which source or combinat~ .+ sources to approach for your type of program. The fund-

ing sources hsted helow are examples of . .c and private organlzatlons that have demonstrated some
concern for the p.oblems of senior citizens and/or interest in the development of more effective legal
and social service delivery systems for the poor.

- B . .
R PUBLIC FUNDING: .At the present yme, the possibihities of government funding either on a
federal w state level are extremely uncertain. However, there is potential. In recent years Congress has

ereated new programs and allocated inureasingly more money for serving the elderly. Although the Office

of Economic Opportunity 1s.presently 1n cnisis, 1t seems certain that OEOQ’s Division of Legal Services will _

continue in the form of a national legal services corpogation. Staterand local revenue sharing also offers
sume pusstbnhues for funding social service programs, espeually those s€rving the poor and the elderly.
- o

Govemmentdgeucnes primgridy interested in the elderly and/or in the delivery of legal gervucss include:

ADMIN'STRATION ON AGING, SRS 0F|§|CE OF LEGAL SERVICES
Department of H.EW. . OFFICE OF ECONOMLC OPPORTUNITY
Washington, D.C. 20201 ~ 1200 --19th Street, N.W. -
(T7tie 1V Research and Development Grants) Washington, D.C. 20037

STATE GOVERNMENT AND COUNTY BOARDS
STATE COMMISSIONS ON AGING OF SUPERVISORS (Revenue Sharing Money)

(Title 111 Planning and Service Grarits)
: Other Government Sources;

+ -U.S. DEPARTMENT OF LABOR STATE ATTORNEY GENERAL 2

MANPQWER ADMINISTRATION DISTRICT ATTORNEY OR PUBLIC
Washington; D.C. 20210 DEFENDERS OFFICE
{Program Titles Public Service Careers, New STATE AND COUNTY DEPARTMENTS OF
Career Opportunities for the Handicapped, PUBLIC WELFARE -AND CONSUMER
Operation Mamstream) ' PROTECTION
STATE VOCATIONAL AND R HABILITAT.ION
2 o OFFICES

1.  PRIVATE FUNDING. Although Foundations and Local United Funds are still the main source
ot private funding, banks, large businesses, and corporatnons are beginning to demonstrate lncreased social
‘concern and responsibility  In fact, they might pro.e to be the most’ important funding source of the
futufe An excelent example of tins new potential is the Southern California First National Bank'’s'
program of souidl tesponsibility in relation to the large elderly population of San Diego. The Bank devel-
oped, planned, and provided seed money for a multi-service center for semor citizens. The center plans
to provide o tomprehensive set of services. Lintially, however, services will include information and referral, <
4 health and g legal chiie, Other service components will be added in time as funds become dvailable.
Under the Bank's leadership, dll funds tor the venter will.be generated from the business community,
local governnlent, and privateé individuals

>

-
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1 For further .v.m, ranian cont it M, Mavoureen O Connor, Duedtorn, Seruor Cilizen, Ce nu'r Southesn Californmia Fust
Natino 8ank 530 "B 7 Street Suite 700 San Disno, CA ‘)?‘l 12
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Foundations are another potential fubding source. Seeking foundation funding, however, is a demand-
ing and-oftentimes o bewildering tagk. Since there are so many different foundations, with a variety of goals, °
prionities, and funding cniterig,. it i dnffccult to know which foundation to approach for funding what
type of, program. The Foundation Dlrectory can.be of great help. {The Foundation Directory, 4th Ed.,
Mananne O. Lewis, Editor, Columbia University Press, N.Y., 1971)! The Directory:

‘ — contains names, addresses, contact person for most foundations in the U.S.;

- m(lexes foundations by state and by area of general interest; »
— ‘summarizes foundation’s purposes, priorities and general funding criteria;

— indicates size of foundation, amount of assets;

, . — “lists the amount, purpose, and regplent of recent major grants.

in approaching foundations, stress the expenpmental nature of the prog'am and its potential as a
mudel. Do not request funds so|e|y for operating costs of a present program. Also be sure to emphasize
the financial and in-kind support of the Iocal community as well as a plan for evaluating the program

.

Examples of foundations that have demonstrated some interest in the elderly and/or in the delivery
of legal services are:

ELE!SCHMAN FOUNDATION
P.O. Box 1871
195 So. Sierra Street

FORD FOUNDATION
320 E. 43rd Street
‘New York, N.Y. 10017

LUCE FOUNDATION
111 W. 50th Street
New York, N.Y. 10020

ROCKEFELLER BROS. FUND
30 Rockefeller Plaza
New Yotk, N Y.

Reno, Nevada 89505

. * VAN AMERINGEN FOUNDATION, N.Y.
509 Madison Avenue »
New: York, N.Y. 10022 , T

Other Private Sources:
_BANKS, BUSINESSES, CORPORATIONS

UNITED FUNDS

. S LABOR "UNIONS
. LOCAL UNIVERSITIES, COMMUNITY COLLEGES
SENIOR CITIZEN CENTERS, ORGANIZATIONS
) CHURCHES'
1] > . ,
1 St motafegnon o provided i the f oundation News,"” published by the Foundation Litary Center, 444 Machison
«Ave Moy MY
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Determining Staff Size.and Composition -

N The croup, which was operating with such a limited budget, decided that the most

’ critical factor in determining staff size and composition was the amount of attorney time

~avaitabte-to them. Since the Legal Aid Society had agreed that Richard McAdams could -

give ten hgurs per week to the program, the group decided that two legal assistants would

be_enough to supervise, particularly since the program was new and experimental. This

would give the attorney time to supervise and train the staff, as well as perform his other

duties. ¢ B
The group also decided that the office could not function without a combination re- .

s -ceptionist,‘general secretary, and thus decided on the position of office assistant. Since

students had been @rtnCnpatlng in the group, and wanted to contnnue to help, they were

welcomed as baek:up. support-to-the-core staff.

. H one were to start such an office with a more adequate budget staff size and com-

position would still be difficult to determine because of the many variables to be considered

such as:

~ the size of the potential client population and the snze of caseload such a
populatlon might generate;

the legal problems presented by the cIient.popuIation and the decisions about
which problems would be selected; .

- the degree to which the office used legal systems and systems management
concepts;

the number of cases a legal assistant could handle, which in turn would be
partly determined by the organization of the office;

~ the number of legal assistants an attorney could supervise, which in turn
would depend on the training of the legal assistants, as well as the organization
of the office (e g., use of legal systems and systems ‘management concepts).

S
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1, A iqal sy b itgnsiate s g walistantlvs e of Hie baw o laymen’s kingaage and provides guidehnes 1ot case action v - }
for butthe rantanmation wote to lu‘m Koty Divecion, Legal Systems, 345 Franklin St San Franasco, CA 94102 |

|
i
|

3V

i
: ‘1 } -
| ‘




Locafing and Designing the Office

The primary goal of the group was to have the office location and design reflect the needs
and pace of life of the senior citizen clientele. That goal was realized by having the senior
citizens in the group take major responsibility for this planning task. .

The most important decision was to have a separately located office. This decision was
based on the theory that a separate offnce uniquely designed to reflect the pace-of-life of
the elderly and to respect their sense of pride would be a major factor in overcoming their
previous fear and reluctance to use legal serwces

Other decisions made by the group:

— the location be in a high conce’ntration of the elderly;
— pubii¢ transportation easily acuessible;
~ no stairs to impede accessibility;
— the lighting be adequate, and the waitina room be comfortable;
— the supply of straight-backed chairs be adequate;
the decor be in a style pleasing to the elderly.

.
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: Recruiting and Selecting Staff
. ing CHnS

- . \
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The core group planning the Iegal service provaded a natural source from which to recruit
staff for the Senior Citizens Leg3l Services office. Ordinarily, staff recruitment is not such a
natural process but a carefully planned one. Planning consnderatlons usually |nc|ude

~ development of carefully written ]ob descriptions;t’

~ selective distribution of job descriptions to personal contacts made while planning
the service and to senior centers and orgamzatlons .

- using the media to attract quallfled personnel. ,

The selection criteria for the staff of the Senior Citizens Legil Services offlce were care:
fully determined. The group agreed that staff selection should be based on objective criteria
contained 1n written job descriptions and that the designated supervising attorney should
have the final authority in selecting staff. The most important selection criteria included:

— a critical assessment of individual group members’ skills in relation to the tasks
necessary to run a legal office. Special emphasis was placed on the individual's
ability to read and to speak and write clearly.

— a careful evaluation of the individual’s "life experiences.” Special consideration was
given to the degree of empathy and awareness the individuals had of the problems of
low-income elderly persons and the degree of committment they had to act on
behalf of senior citizens to try to solve some of these problems

\

«
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1 Sample job de cnption for the sgal Assstant appears on the facmaq page
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. S Training of Staff

The group récognized the need for training before the doors opened, as well as for
training on an on-going basis. An important part of the training would be provided on the-
job through the supervision of the attorney. But the group agreed that in order to function
effectively,. the entire staff — office assistant, legal assistants and students — should receive
formal training. Since the Legal Aid Society of Santa Cruz County did not have the resources
to provide such training, they turned to the California Rural Legal Assistance Office of the
Natioria] Senior Citizens Law Center. The CR7LA Office agreed to provide training in the

. areas of their expertise: health and-income maintenance.

The training was conducted primarily by two CRLA staff members, worklng as a team,
using materials developed by them. The training sessions were three hours in Iength four
days a week, for one month. All trainees were provided with loose-leaf binders which con-
tained substantive information in the following areas:! -

— Income Maintenance: Welfare (Old Age Security, Aid to the Totally Disabled, Aid to
the Blind, General Relief); Old Age, Survivors and Disability Insurance (OASDI);
- Veterans Benefits. ‘ -
~ Food Programs: Food Starmps and Surplus Food (Commodities).
— Health: Medicare and Medi-Cal (Medicaid).
- meg Arrangements: Board and Care Homes, Nursing Homes, Extended Care Facilities.

— Supportive Services: Attendant Care, Guardlanshnps Protectorshlps Protectnve Payees
Home Health Benefits.

— Rights of Clients under State and Federal Programs: Fair Hearing for Welfare and Medi-
1 Cal (Medicaid), Administrative Appeals for Old Age, Suivivors and Disability Insurance
. and Medicare; General Rights of Notice; Right to Representation.

The trainees were also provided with an Advocate’s Handbook, which gave background in-
formation on seniors as a minority group, interviewing technigues and advocacy techniques?

A variety of teaching techniques were utilized, e.g., role-playing, lectures, films, written
and verbal tests. There was heavy emphasis on the need to work independently, to utilize
reference books, such as the public welfare manual, the Social Security Handbook, and the
statutes, as well as to rely on the trainee’s own resourcefulness and creativity. Accountability
was repeatedly stressed, and the keeping of accurate, legible and comprehensive cliént files
was seen as a method of being accountable.

3

" —
T T E A v
1. Cai b purchased froen National Choanaghiouse for Legal Services, Northwestern University School olbLaw, 710 N
Lake Ston Duve, Chivago, 1LL 00611 Entitled I lpig ulidonne’s Olla Ciezens tn tualysiv of Stale and

A cdond Madzad and Linencd Bastance Progranis by Wanda R Collins and Jean Flanagan. Free to legal service
- ~
attormeys and 53 50 for others, >

oo Whocate s Handbook, 5150 from the CRUA Ottice, Natronal Sgnior Citizens Lgw Center, 942 Market Street, Suite
606, San Franasco, CA 94102
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Qeveloping Office Policy

In‘developing policies for Senior Citizens Legal Services, the group wa’s‘guided by certain

policy decisions that had already been made nationally by OEQ Legal Services and Iocal\ly
by the Legal ‘Aid, Society’s Board of Directors. - L X

—.strict OEO income eligibility requirements; '

fa

— OEO reyuirements that criminal and fee-generating cases could not be handled by Iegalr

. seryices programs; :
— Legal Aid,Society’s policy to spend-a substantial amount of time on impact work. *

Besides these general policy guidelines, the group was further constrained in determining
program policy by limited financial resources and a.small staff size. The large potential client
population of between 12,000 - 15/,'000 low-income eldetly poséd the very real problem of
chent demand far exceeding the program’s ability to supply necessary services in an'effective
and professional manner. Unless the anticipated large client caseload could be limited, the
overload would adversely affect the quality of the service. It also threatened the pace and
atmosphere the group felt essentidl to maintain ir: Serving senior citizens.

— Priority to handle cases that reflect the “most pressing legal problems of the elderly
client population. From the community survey, the group discovered that the problems
of eonsumer fraud, administrative law (Social Security, Welfare, Medicare, etc.) and
housing problems were the most pressing for the low-income elderly. (For further
explanation, refer to page 44, “The Office Policy and Priorities.” ’

— The age requirement was set at 62 years of age or over. The ratiopale was based on the
fact that persons,62 or over had the most pressing unmet legal problems.! The group
decided against using .he 55 and over age requirement common to many programs serv-
ing senior citizens because their legal problems were being satisfactorily handled by the
Legal Aid Society, especially by its specialized disability unit. «

— Interviews were to be -scheduled at the elderly’s r"@sidence, i.e., home, apartment or
institution, when health or related mobility problems niade office interviews impossible.

— Office policy and priorities would be subject to periodic review. ?‘
r

of the-service would ensure the flexibility for needed poliCy and iority changes.

The group hoped that these policies, especially the case priority and the age requirement,
would act as effective forms of caseload control. Caseload control would help guarantee
program responsiveness to as many elderly persons as possibﬁle and quality service in the

; areas of their greatest need.
. P

1 In the trad 3 manth, of operation ©9 0 of the office o ehents wers 70 years of age o1 older 21% of the over 70 chent
poputation gere 30 or nyer ~ .
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v  PREPARING FOR A PRESS CONFERENCE '

’

w1, Send announcements to” all media at- least-one-week -before-the conference. The day

.. ’ & find, out if they are sending someone to cover, th_gJevent. -
2. Announcements should include the reason for the conference; the date, time and place;
and the person to contact for further information. ‘

.

3. Press release packages should be prepared for distribution at ihe c;onferqnce.

4. Press release packages should be hand delivered to media representatives who fail to
.attend the conference. - .

B S N R E]

before the conference, check back to remind the media about the conference and to




N P%aliéizing Office Opening °

__ Publicizing a new service is the mfost iriue:tant use an office might ever make of the
-—~medfa, £xtens)ve coverage will provide staff ti e opportunity to discuss the need for the
~. New program and the type of services offered, as well as the Opportunity to reach the client » -
#population and gain“general community support. o ) :
The staff at the Senior Citizens Legal Services office carefully planned a press-conference
and a series of press releases to announce the office opening.! The ""Opening’’ was extensive-
ly covered by the newspapers and by radio and TV stations. In addition to careful planning, )
the important ingredients for this effective coverage were (1) the group’s cultivation of per-
sonal relationships with selected members of the media; {(2) having one person \'esponsiple
for coordinating and giving direction to the entire staff's participation in the media camipaign.

Other components of the campaign included: . .

°~ sending invitations to the office opening to all interested agencies, organizations, and
individuals ocontacted during the community survey; - ‘

- ligting of all local media sources; ) .
deciding what form of media, or combination of forms, would be'most appropriate
L 4

<

for the message; . M . &,;?
— preparing for and participating in TV and radio interview and talk shows;
—-preparing and distributing pamphlets, leaflets and posters. -
- | !
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1 Retac to the tacing page tor g sample of the annoangement The office usec i calling o press conference On the '
. following page s an exampii, of the type of press coverage recerved
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o . PREPARING A PRESS RELEASE PACKA-GE .
:’ S 4. FOR NEWSPAPERS, RADIO AND TELEVISION STATIONS'.

1. Check with the press office, tadio or T.V. station to fmd out about deadlines and *
specual regufations. ’ _ Y
" 2. Write your own story. Be specific and brief. Explam the who what where, why and
when of the event.

3. If pictures are Jincluded, list the persons in the photogréph fnofﬁ Ieft‘to right.

4. Deliver the.press release package in person.‘lf possible, try to deliver the releases to all
press, radio or T.V. offices simultaneously.

1y “
” d

(Refer to facing page for a sample of actual coverage the office received.)
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Semor Citizens Legal S rvnces opened in Apnl 1972, prepared to meet its goals:

,ﬁ ~ — To expand the avallablllty of Iegal services to low-income senior citizens in Santa C Cruz
y JN Lounty, . o

| : ~ To provide legal services for the elderly poor-in a manner and setting which maintains -
[ their dignity and self-respect; - o -

— To provide occupational and volunteer opportunmes for senior citizens and to utnllze
-the resources and Infe expenence of the, elderly in assisting others within thenr
*community; o -

.t

+ — To act on the common legal problems of the élderly.

v
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SENIOR CITIZENS.LEGAL SERVICES: HOW IT WORKS"

]

The Governing Board

/

The Senior Citizens Legal Services is governed by the Santa Cruz Legal Aid Society’s
Board of Directors, whith has been an enthusiastic supporter of the speclallzed program
for the elderly poor.

To ensure that a Board provides that kind of support on an on-going basis, it might be
wise to have a Senior Advisory Council built into the Board structure. Another alternative
is to have certain Board positions reserved for senior citizens. The goal would be to ensure
sensitivity to the problems of seniors and a commitment to giving those problems priority
in program planning.

A governing board ideally serves as a protector of the Iegal services office, and as a buffer
between 1t and certain segments of the community which might object to its vigorous
activities on behalf of the client community.

RS

Other functions include:

— fund raiser;

— generator of commumty support

” — policy maker; '

— selector of the directing attorney;

—“ultimate responsibility for the overall program. )

’
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B . The Ofﬁ\bi |Policy and Priorities ‘
, 1 .

The staff had developed some basic policies before the doors of the office opened. There
were pre-existing policies, such as those of the Federal OEO Legal Services, ag-well-as of the
local Legal Aid Society. However, the staff developed a group mechanism for arriving at
policy decisions within those constraints. Equally important, the group had a commitment
to constantly review the office policies and pnormes to make sure that they were helping to
meet the goals of the office. 1

The most important policy that legal services offices must set is that of program priorities.
Basec’ on the data collected before opening, the group decided that the most important

“survival”” problems of the low-income elderly would be given priority: '

— income maintenance problems,

— health problems, _

— landlord-tenant problems; ) -
— home ownership problems,

~ consumer fraud.

Their experience has conflrmed that these are indeed the problems that preoccupy the
low-income elderly, as evidenced by, the people who have come to Senior Citizens Legal
Services office. The office did get numerous requests for help with another problem—wills—
but after testing out the time involved, decided not to provide that service. Instead, they
deve.oped an alternative solution. a panel of lawyers who agreed to provide the service for
a minimal fee.

It is obvious that the legal-problems selected will vary, depending on the local conditions.
The important point is that decisions must be madg about which legal problems to focus on,
and those decisions must be constantly reviewed, in view of caseload and quality control
problems. ) *

r




FORM NO. 1
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Legal Assistant - B File No.

-

{ .
CLIENT INTAKE. CLOSING AND STATISTICAL SHEET

-

CLIENT NAME - DATE OPENED
. Soctal Secunity Number DATE CLOSED
! Address INCOME. )
‘ - - : OAS/ATD/AB/AFDC/GA
SOC.SEC.. OLD AGE
p 4 . .
hone A SOC. SEC.: DISABIL. 7
SEX M F  AGE o .- STATE UNEMPLOYMENT
MARITALSTATUS: S M D W Sep ST D AINSION
iS APPLICANT HEAD OF HOUSEHOLD? OTHER
i
ETHNICITY (Circle One) o i TOTAL"
I Amencan tndon 4, Onientdi
2 Black 5. Fiipino ASSETS* ! ’
3, Caucasian 6. Spanish Surname
. 7 Other - “BANK/SAVINGS
HOME/OTHER PROP. -,
SPOUSE/FRIEND >
- ) - - T MOTOR VEHICLE
Addiess
- - T ) LIFE INS. VALUE 3 -
. - - - -~ - 3
- Phone - ‘ TOTAL.
Number of DEPEMNDENTS not inciuding Spouse LIABILITIES
PREVIOUSLY SERVEOD Yes No TOTAL DEBTS .
REFCRREOD BY  (Cucto One) MONTHLY OEBT PYMT. _
1 Health Agency . 1S APPLICANT ELIGIBLE FOR OUR SERVICES?
2 Welfare Agency ) Ves No .
3. Other Social Ageney . 1f questionable, piease explan .

4 Pubhcity/Communuy Education
w5, Chent argonization

6 Former chient

] Other . . oo o o

PLEASE TURN TO FORM NO. 2 AND SELECT THE APPROPRIATE PRDBLEM.
Lidt the numbers i vae propes sections below. As the case proceeds fill in the appropriate spaces with numbers indicating
the actions taken and the results obtamed e .

PROBLEM ACTION ) RESULTS

Ciwnt satefedd? Yo, No
FORM NO 1
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a) application  b) denial ¢) amount o) themination  e) harassment ) information

{

rd
SOCIAL SECURITY ‘DISABILITY

.o LIST OF PROBLEMS _ :

- - 3 '~’ \

a) apphication b} denwl ¢} amount  d) termimation  ¢) information

- J - =~ .
SOCIAL SECURITY OLO AGE
3) apphication  b) demial ¢} amount

VETERANS BENEFITS

a) apphicauon  b) demal ¢} amount

MEDI-CAL {(MEOICAIO)

&) apphication  b) denat ¢} ternunation d) information

MEDICARE™
a) bithing bl nformation

o

w

LANDLORD TENANT (Public)
@) apphication b} demal

HOME OWNERSHIP

a) taxes b foreclosure  ¢) information B

CONSUMER
Q) garnshiment
qQ} harassment

b) epussession ) defestive goods

h) contract
LIST OF ACTIONS .
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Chent odfuc ation -

Informal advocacy

Formal whvo oy tadm heanng)

Cowat

M lLion .

Mo non N

d) information

d) termination
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o

6

o
e) information ~ —. | ® AN
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*
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v °
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4 LIST OF RESULTS »
'
Succuss ¢

e ‘o
Partral Success ‘-

. : ° -

No Suceess ‘

> ° R

o

Result unknown -

Chient handhng own case

~%

Other organization handling case
No u'90urr<' avadabie

Case has ng menit
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. The Office Procedures’

s
[

. . s .
The staff of Sentor Citizens Legal Services has beén.very conscious of the experimental
nature of their enterprise, and the need for accountability, not only to the general public,
but also to their own governing board, and to their clientele. They have spent a considerable
amount of time designing and redesigning office procedures to ensure accountability, and at
the same time not byrden the staff with needless and essentially wasteful pgperwork.
. In devising the procedures, the staff wanted to be sure that no case or client is "lost”,
that action is prompt on each case, and that there is easily accessible and complete data on
each client. The procedures developed fall into the following categories: 1) the case file and
accompanying forms, 2) the tickler system, and 3) the filing system. :

The Casé File

Acaze file is a repository of all essential information on the client and his problem, as well
as of all transactions between client and legal assistant and between legal assistant and the
attorney. One problem in file-kéeping is that the file soon becomes cluttered with notes and
documents haphazardly filed, with no regard to order or impqrtance of information. Since
the attorney must review the file, it is especially important that there be a way to organize
the file and to have summary sheets which can tell at a glance what is happening on thecase.

K Forms No. 1 and 2 on pages 45 and 46 provide the kind of summary needed: 1) back-
. ground informatien on the client; 2) information concerning eligibility for service; 3) infor-
mation on the substantive law area in which client’s problem falls; 4) information on the
specific problem or problems within that law area; 5) action or actions taken by the legal
assistant, and 6) results. This form is filed in the left-hand side of the file, on top of official

- documents, letters, release of ‘nformation and authorization to represent.’

Another form, an action form, is of equal importance in terms of accountability. This

form has space for briefly summarizing the facts of the case, but its primary focus is to

. prescribe action of the legal assistant and to indicate the findings of the attorney review. -

~ This form, No. 3, 1s located on page 49. It is filed on the right-hand side of the case on

top of older action forms, and any hand-written notes of the legal assistant. This form is an
essential part of the tickler system, which wiII' be discussed next. ‘.

!

a " The Tickler System .
. " The goal of the tickler system is to provide for prompt case action and to prevent clients
from getting “lost” or from important dates being missed. It is a form of calendar manitor-
ing that schedules case action, as follows: o
the ottorney and the legal ascistant review a case, decide on action, and schedule that
action; .
that information is noted on the action sheet on page 49,

the.attorney and the legalassistant both note the case ngme and date of action on their
desk calendars; .

¥
:

- 4
1 Pleade soe page 50 for a sampie relegse of mfntmation and authorization ta represent form, {(Form No 4)
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— the case name, date and name of legal assistant are given to the offlce assistant, who
records the information on a master calendar;

— the office assistant, on the date of the action, pulls the case and places it on the legal
assistant’s and/or attorney’s desk -

— the date of the next attorney revnew of the case is also noted by the attorney, the
legal assistant, and the office assistant.

The Filing System

The filing system provides for uniform handling of cases so that any staff member can

put his hands on that case at any time. | .
The office assistant has primary responsrbrlrty for the filing system. When the client comes

ra_for the first interview the office assistant:

" — makes up the file and tabs it with the client’s name, as weII as with a number taken
sequentially from the logbook; .

— records in the logbook the client’s name, date of interview, legal assistant reSponsrbIe;

- makes up a file card indicating the client’s name, address phone number and legal
assistant responsible; rt is filed alphabetically on the office assnstant ] desk

During the period of time a case is active, .the legal assistant and/or attorney has respon-
sibility for inserting a card indicating date and person’s name when a file is removed from
the file cabinet. That person has responsibility for re-filing the case file Wwhen he is through
using it. The case is filed alphabetically.

When the case is closed, the office assistant:

— records in the logbook the date of case closing;

— makes sure that the proper closing notatnons are i?;{ade in the case file, and then files

the cage numerically; ) . -

—removes the file card from the open card file an‘ places it in a closed card file.

The Iogbook provides for 1) sequentlal case numbgrs 2) brief summary of essential data;
3) quick record of number of clients served; 4) easy check on cases,which may have been
open too long. §

- The purpose of having numerical fnlrng, in addition to alphabetncal filing, is that it provndes'

for ease of retrieval and greater accuracy, especially when there is volume. Obviously, it is
possible to have only alphabetical filing. The Senior Citizens Legal Services office, however,
decided to have both because while the staff is presently familiar with the names of their
active clients, they anticipate a large caseload in the future.

A4
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CASE NAME LEGAL ASSISTANT
CASE NUMBER ) DATE o

\ ACTION FORM® . .

~

NOTES {SUMMARY OF PROBLEM)

o
ACTION OF LEGAL ASSISTANT . , N
1
s " Y
ATTORNEY REVIEW = -
Date .
. v ®
N Attorney .
ACTION PRESCRIBED BY ATTCRNEY ’ )
CALENDAR FOR {date) ) " FORM NO 3
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" FORM NO. 4

)
4 *
R

" AUTHORIZATION TO REPRESENT

Y

~

, residing at

(Name -~ Please Print)

)

{Address)

~ |

hereby authorize Senior Citizens Legal Services to represent me in the matter of: &

&

~

G
o

" and in connection therewith to have access 1o, inspect and copy all information relatin
. . 3z - .

-

9

Fal

theret\\% including, but not limited to, all medical records.and information.
W .

. ’ Signature \
] " i - \
N Date . 5
Witness; -
Signature
ALY . <
4
, Date 5
Q
o \
N ) ¢ ,
’ ~
o
‘ , \ . FORM NO 4
rmn * L4 .
Q ’ 9 0




The Legal Asmstant — Client Relatlonshlp

At the Semor Cltuzens Legal Services office, the legal assnstant is an extension of the at-
torney. Since the attorney is bound by certain ethical consnderatnons so is the Iegal assistant,
~ Some of these c&gsuderatlons are: . -

. —at initial interviews, the legal assistant in mtroducmg himself must ‘mnake clear that he
isnotan attorney, but that an attorney will review all the facts in the case and pfescrnbe

!

actlon .
- the Iegal assnstant cannot give legal advnce without the sanction of the attorney,

— the legal assistant should not make promises to the cliént concerning the solution of
the problem; .

. . - the legal assistant must respect the cllent s right to self-determination, mcludlng the
’ right to ,reject a proposed solu‘ion to the problem;

— all mfor’matlon must be used for helping the client and can be used only with ‘the
client’s permission, or the client’s confidentiality will be violated. A special authoriza-
tion form, which appears on the facing page, is used to obtain cllent s permlssnon.

<
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-Staff Training and' l)_evélopment'—* - S T

~ -
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The staff of the Senior Citizens Legal Services Office has 4 commitment to_training.
The CRLA Office provided a good basic training prior to the opening of the office, and has
continued to provide consultation, updated reference materials and litigation assistance.
The staff has received on-going training in two ways: 1) through the attorney review, and ‘

“2) through effective utilization of staff meetings. . .

The attorney review provides the major opportunity for training the legal assistangs. By °
asing the discussion of individual cases as an educational device, the attorney interprets the
legal principles and implications involved in the problem. Through this process, the)egal
skills and sophistication of the legal assistants rapidly develop. . ) .

Staff meetings provide an opportunity for on-going education for the entirestaff, There
have been a number of sessions-around two additional substantive areas of law, consumer
fraud and landlord-tenant problems. The supervising attorney, who has particular expertise
in these two areas, has provided the core teaching. However, the staff has also securedlocal
experts from the private bar and va‘rious\state and federal agencies who have made, presenta-
tions at staff meetings. . /

The staff 1s interested in utilizing every opportunity avaiiable to develop their knowledge
base and skills, They learned about a special project funded by the Office of E¢onomic
Opportunity whose goal was to develop legal systems. A legal system translates a substantive
area of the law into laymen'’s language and provides guidelines for case action. Such systems
are considered an important tool in furthering the development of the t.aralegal movement.
The staff has asked that the legal systems, when developed, be made available to them for
their use. - b

b
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The Offlce Evaluatnon

Evaluatlon in a legal service offnce provides the normal function of evaluataon of any,

service office: to judge what is being accomplished, to modify program and pollcaes and to

provide necessary information to funding sources.

In a legal service office, it is of particular importance to monitor closely the rapidity with
. which case action is completed If cases afe held for too long a period of time, clients are
probably being ‘poorly, served. Action is then indicated, either in terms of caseload control
or. in determining where the procedures have broken dowr.

Besides the required and independent evaluations conductea periodically by OEQ’s Legal
Services Division, the Senior Citizers Legal Se\fvuces offuce has expenmented with other
- methods of evaluation: . X

~ quarterly analysis of all closed cases consudenn the number of claknts served, the types

of cases, the kinds of action taken, the resul § of that action, and the time span be-
twec: intake and closing; . ) .

- periodjcally eiiciting comments and suggestionsxom the client community; <

+ Interesting a éraduate student to conduct an independent evaluation of the office. The
questionnaire a student developed to interview C|I ts served by the office appears on
the facing page. Preliminary results indicate a high egree of consumer satisfaction,

[ spend o rall day “evaluating the senior (ili'\'u\ office of Santa 4% Lot
Cruz [esal Aid Dwas exoremely impressed \ulﬂ({lhu sopliistication '
af the office and tie entaeaasm of the senior ac l()((l[(\ who w ml\

there \ » *
(Excerpt from a recent OEO evaluation of he office.)
4

|
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SENIOR CITIZENS LEGAL SERVICES: . Y

' _THE ACCOMPLISHMENTS N

in the first year of operation, the Senior szens LegafSerwces office has served four
times as many elderly clients as previously served by the entire Legal Aid Society of Santa
Cruz. This is an-average of over 50 new client case per month.
The types of cases and the percentage of t|me spent by legal assistants on direct service
cases:

40% Health {(Medicaid, Medlcare) & Income Maintenance (Welfare, Social .
Security, VA pensions), |

35% Landlord-Tenant probiems.

25% Consumer problems. [
i

/
The following client comments well sumimarize the general reaction of the client com-
, Munity interviewed about the Semor szens Legal Servuces office:

, .

We felt so alone. so u’cjuu{cd . 'ths_g people were outstanding and made
vou feel right away that you were in friendly hands T
- ~
S “Thought Ihu were very good uncl very efficient and they knew all of the
JHYWEE L0 JH) z/ucsnuns They I(}ul\ upon themselves to explain things

Thev were rer sneere e wanting to help v I have gone into many
) brustnesses and altorney s offices where vou had. to pav high jees and harve

never heen given the consderation winch these people gare

The effect of the Senior szens Lega! Services on the morale of the elderly commumty

- is immeasurable. |
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-  CONCLUSION: SANTA CRUZ AND BEYOND

-

\\
i

We have presented a model for delivering legal services, utilizing older persons as legal
assistants. This model 'wa§ designed to meet the particular problem of a community: that
of providing needed legal services to low-income elderly. We think this model can be adapted
to-a wide range of other sltuations, and would like to briefly discuss three possibilities: a
generdlized legdl services office, a legal clinic within a senior citizens center; and a private
legal office. ) .

-

.GENERALIZED LEGAL SERVICE

'

[t night not be possible for a legal services office to set up a special office devoted solely
to the needs of the low income elderly. However, by using older persons as office assistants
and legal assistants within the generalized office, an atmosphere can be created which will
‘make that office more attractive to the low-income elderly.

_ The value of this model ‘extends beyond serving the elderly for there is every reason tq
asstyne that older persons as legal assistants could provide good service at a lower cost to all
age groups, thus enabling the legal services office to serve more people.

L A LEGAL CLINIC IN A SENIOR CENTER
5 There has been a movement to expand the role of the Senior Center beyond its traditional
function of recreation and socialization to provide‘"mu|tiq|e sérvices. Legal services could be
. one of those services. The sentor citizen would not have to travel to an alien environment
-but would be provided legal advice in a familiar, comfortable place. There could be a partner-
stup between the center and che local OEO legal services office, with the legal services office
providing an attorney’s time, and the center providing space, as well as staff or volunteers
10 serve as legal assistants.

I the event that thete 1s no publicly funded legal services office, or such an arrangement
is not feasible, another possibility s for thecenter to hire an.attorney and have control over
the entire operation. A legal cliic senior center model is currently being developed in San
Diegu, Cahfornia. Southern California First National Bank 1s playing the role of community
“Latalyst’ by providing the money to set up a senior center, with medical and legal clinics
bemny given prionity as the first services to be started. An attorney has been hired to head the
legal climic, and he is i the process of hiring senior citizens as legal assistants. The Center
will open shortl < and will be watched to see how the experitaent in funding and in operation
works out '

o 58 59
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PRIVATE LEGAL OFEICES

There are dufferences in needs of private attorneys and public legal services, the most
obvious being that private attorneys are not particularly interested in reaching the poor or
the low-income elderly. However, both private and public sectors have a common interest

* in quality service at low cost.

Lee Turner, a highly successful attorney in Great Bend Kansas, whose pracnce is Iargely
made up of personal injury defense litigation, utilizes a "'systems management"’ approach 1
In his firm there are three attorneys and twenty- seven legal assistants. His main clients—
insurance companies—are cost conscious and.want quality service, and yet they apparently
‘are pleased with his services. He draws his assistants from a pool of older women who are
looking for jobs after their children grow up, and claims these women constitute a stable
and well-motivated workforce. Again, this reinforces our Lelief that older persons—men as
wellas women—provnde a pool from which attorneys could draw for legal assistants.

I

!

X A X K K X X X X X X X X K X X X X X *

-

We have just begun to suggest possible ways to adapt the Santa Cruz model. We would
like to hear from you concerning the usefulness of the Handbook and any new models you
develop. :

. California Rural Legal Assistance Office
National Senior Citizens Law Center .
942'Market Street, Suite 606

San Francisco, CA 94102

{415) 989-3966

N

1 L To Devidiop o Cobraent Policy tae Using Legal Pareprofessionals,” o Report of the Blackstone Associates/Office
of Legal Services Conference on | eqal Paraprofesaonals, 1972 by Blackstone Associates, Inc
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| “THE SANTA.GRUZ STORY — SENIOR CITIZENS LE\GAL SERVICES”
1 v . ‘ \
. 17 minute, 16 mm. colot film )

~ | ’ b
The film depicts a day in the Operatiéin of the Senior Citizens Legal Services office of
Santa Cruz. . T ’

a N »

" A copy of the handbook, “The Santa Cruz Story: Older People Serving Older People
in a Legal Setting,” accompanies the film. Copies of the handbook can, of course, be
purchased separately. s 4 :

<
“ e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e e te e
' ) (TEAR ALONG THIS LINE)
' ORDER FORM CT
NANE - ‘ TITLE
4 -
) - ORGANTZATION . I e m
- , ’ -
ADDRESS ‘ . aTy v STATE zip
I wish to preview the film ) ‘ dwishto pu[chase the handbook.
. (82 50 /copy postpaid)
! No days requested ) 7
o < ) _ No copees requested
Preferred date .
o Amount enclosed
. Eathiest date '
Bitl me
Letest date
- ‘ ’A' ¢
Send to. Calhformia Rural Legal Assistance Office !
National Senior Citizens Law Center
942 Market Street, Suite 606 C b

San Francisco, CA 94102

Telephone inquiries (415} 989-3966
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